SERVICE QUALITY

Engineering and Management
Services Department

The Engineering and Management Services
Department’ s(EM SD, Staff or Department) missionis
to devel op, enhance and support utility management to
providequality servicesto customersand effective
cost control of critical resourcessuch ascapital,
technology and human resources. TheEngineering
Staff of EM SD conducts depreciation studiesand
providesspeciaized engineering andysisand assis-
tancefor al typesof regulated

performed by Staff subsequent to theinitial audit and
determinesthe Company’ sprogresstoward imple-
menting the recommendations presented intheorigina
audit report.

During 2001, the EM SD staff continued to monitor
AmerenUE’ shandling of the Company’ shilling errors
that resulted during its conversion to the Company’s
automated meter reading system (AMR). TheEMSD
staff hasworked closely throughout theyear with the
Commission’ sConsumer Services Department and
AmerenUE onthismatter. TheEMSD gtaff also
participated in Staff’ scomplaint caseagainst
AmerenUE.

utilities. TheEngineersaso
providequality of servicesupport
for local telephone exchanges
throughitslinetesting programs.

Major Projects During
2001

The EMSD staff participated
inavariety of casesand audit
projectsduring theyear. Specifi-
caly, the Department participated
intheMissouri GasEnergy rate
case and addressed avariety of
issuesreated to the Company’s
provision of customer servicein
that case. The Department also
participated in the Missouri-
American Water merger and
recommended aseriesof quality
of serviceindicatorsand areport-
ing mechanismto the staff to
ensurethat servicequality does

PSC Chairman Kelvin Smmons answer s the Consumer Services Hotline
as part of the PSC's activities during National Customer Services Week.

not deteriorate oncethemerger is
complete. Thisparticipationisconsstent with taff's
past concernsin merger casesregarding the potential
for serviceto declinein apost merger environment.
Thestaff performed an Implementation Review of
Kansas City Power and Light Company (KCPL)
duringtheyear. Theoriginal audit, whichreviewedthe
customer service practicesof KCPL, was performed
in1999. Theimplementation review processis

The staff hasbeen receiving and reviewing status
reportsfrom avariety of companiesasaresult of
merger cases. Thesereportscontaininformation
regarding customer service at the companiesincluding
dataon cal center indicators such as average speed of
answer (ASA) and abandoned call rate (ACR).
Information on distributionreliability at specific dectric
companiesisalso received.

The EMSD worked jointly withthe Commission’s




Gas Procurement Department to review the manage-
ment processes of UtiliCorp United Inc.’ s Gas Supply
ServicesDivision. A report that identified anumber of
findings and recommendationsfor improvement was
filed with the Commission on September 28, 2001.

The Staff continuesgraphing and analyzing com-
pany complaint datareceived from the Commission’s
Consumer ServicesDepartment. Thisdataismain-
tained to track performancetrendsin the areas of
consumer complaintsto the Commission.

The Department also began participationinanew
small water and sewer audit program designed to
assist such companiesinavariety of areasincluding
customer billing, credit and collections, complaint
handling and others. The Staff began thisaudit
programinthe summer of 2001.

The PSC’ sEngineering Staff havetwo principal
areas of work: depreciation engineering being the
primary responsibility of thegroup and

neerswritetestimony and tetify beforethe Commis-
sionto support their positionsinrate casesaswell as
participatein settlement discussions.

Engineering staff al so providetel ephonequality of
sarvicefidd-testing. Thisimportant technical work
reduces customer risk of being without phone service
or servicethat isof poor quality. Thistesting program
includestesting asampl e of telephone cablein order to
locate defectivelines. Duringfiscal 2001, depreciation
engineerstested 4,340 pairs of telephonecableat 78
tel ephone company centra officesthroughout the state
of Missouri.

Finally, thedepartment’ sthree depreciation engi-
neersattend seminarsand conferencestoimprove
their skills, knowledgeand professionalism. During
fiscal 2001, depreciation engineersattended 14
training coursesand gavetechnica presentationsat
three of the conferencesthey attended.

telephone quality of serviceauditsbeing
the second areaof responsibility.
Duringfiscal 2001, theengineering Staff
compiled depreciation studiesand
reportson 12 water companies, Six
sewer companies, 10 telephone com-
panies, two electric companiesand four
gascompanies. Six of thesedeprecia-
tion studiesweremajor rate cases. In
these six large cases, the Staff’ sdepre-
ciation proposa stotaled $64.2 million
lessthan the positionsoffered by the
companies.

Depreciation engineers make
company visitsand participatein plant
toursto developtheir knowledgeand
understanding of each company’s
tangibleplant. Thisknowledgeof
company plant coupled with satistical
analyssof plant mortality data, serves
asthebasisof Staff’ swork ineachrate
case. These" depreciation studies’ are
the support for Staff’ sdepreciation rates
ineach case. Theengineers objective
isto propose depreciation ratesthat are

Energy Department Engineers Jim Ketter and Lena Mantle
check electric systemreliability for the transmission system of
UtiliCorp’s Missouri Public Service and . Joseph Light and
Power divisions.

fair and appropriate for each company
and the company’ scustomers. Engi-




